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Purpose

To objectively assess satisfaction with the
delivery of major City services and quality

of life

To track the City’s performance over time
To help determine priorities for the City

To compare City’'s performance with other
large U.S. communities
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Methodology

Survey Description

six-page survey
Method of Administration

by mail, phone and online to a randomly selected sample of

households

each survey took approximately 15-20 minutes to complete

Sample size:

Sample was stratified to ensure the completion of at least
150 surveys in each of City’s six Council Wards

922 completed surveys
Confidence level: 95%
Margin of error: +/-3.2% overall
All demographic groups were well-represented



Q28. Age of Respondents

by percentage of respondents (excluding not provided)

35-44 years
21%

45-54 years
19%

55-64 years
20%

Source: ETC Institute (201 4 City of Las Vegas Community Survey)

Under 35 years
23%

65+ years
17%

Good Representation
by Age




Q25. Race/Ethnicity of Respondents

by percentage of respondents (multiple responses allowed)

_ 62%
White
E8%
32% ! :
Hispanic
24%
) _ 11%
Black/Aafrican American
11%
. . 6%
Asian/Pacific Islander
7%
_ _ . 1%
American Indian/Eskimo o0 GOOd Representatlon
150 by Race/Ethnicity
Other : \ '
. 3% ' '
0% 20% 40% &60% 80%

|012010 Census mm2014 Survey |

Source: ETC Institute (2014 City of Las Vegas Community Survey)

Note: The survey question about Hispanic origin was not asked as a separate question as
it is done on the Census. As a result, some White respondents who are also Hispanic only
selected “White”, which is the reason the percentage of White respondents is a little higher
than the Census and the percentage of Hispanic respondents is a little lower. Since some
respondents identify themselves as being of more than one ethnicity, the total percentage
will be greater than 100%.



Q32. Total Annual Household Income of Respondents

7 $25,000-$49,999
// 26%
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Q34. Gender of Respondents

by percentage of respondents

Male
48%

Female

52% Good Representation
by Gender

Sourcer ETC Institute (2014 City af Las Vegas Community Survey)




Location of Survey Respondents

At Least 150 Surveys Were
Completed in Each Ward
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co013 cALPER; cRots HERe | Good Representation
2014 City of Las Vegas Community Survey by Location .




Bottom Line Up Front

Residents have a very positive perception of City
Services

The City is moving in the right direction
Satisfaction with city services improved or stayed the same
in all major areas that were assessed

Overall satisfaction with City services is high in most

areas of the City

Compared to other large cities, Las Vegas is setting the
standard for service delivery in most areas

To enhance overall satisfaction with City government,
the City should emphasize the following major issues
over the next 1-2 years:

Economic Development

Police services
Maintenance/Beautification of City Streets
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Major Finding #1
Residents Have a Very Positive
Perception of City Services




Q3. Satisfaction With ltems That Influence
Perceptions of the City of Las Vegas

by percentage of respondents (excluding don't knows)

(uality of serices prowded by City of Las Vegas 19% I W
Cwerall quality of your neighborhood 27% | W
Overall image of the City [EEEPIGS W
Cwerall quality of life in the City 17% I %
Direction the City is heading P& I %

City efforts to be inclusive/promote diversity Bk W
City efforts to promote economic development iy W

Owverall value you receive for tax dollars/fees g8 W
Owerall quality of public schools in Las Vegas [ W 27%

0% 20 40% &60% 80%

mVery Satisfied (5) ESatisfied (4) COMeutral (3) mDissatisfied (1/2)

Source: ETC Institute {2014 City of Las Vegas Community Survey)

The Ratio of Residents Who Were Satisfied with the Overall Quality of City Services vs. Those
Who Were Dissatisfied Was More Than 14 to 1 (71% Satisfied vs. 5% Dissatisfied)
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Q1. Satisfaction With Major Categories of City Services

by percentage of respondents (excluding don't knows)

Cwerall guality of fire senrices

52%

Reliability of sewer senvice 48%

Overall gquality of emergency medical services

47%

Cwerall quality of city sewer utilities 0%

Parks/recreation programs/community centers

3%

COwerall maintenance of city parks 27%

Downtown development 23%

Owerall gquality of Metropolitan police serices

23%

Cwerall quality of city customer service 21%

Cwverall maintenance of city streets 19%

Cwerall enforcement of city codes/ordinances 16%

Cwerall quality of building inspections by City 19%

COwerall effectiveness of city communication 14%

Economic development (jobs) [k W

0% 20% 40% 60%

80%

|-".."er'_-,r Satisfied (5) E35atisfied (4) OMeutral (3) MDissatisfied (1/2) |
Source: ETC Institute {2014 City of Las Vegas Community Survey)

Most City Services Received High Ratings



Q4. Level of Agreement with Various
Statements About the Las Vegas

by percentage of respondents who rated the statement on a 10-point scale, where a rating of 10 meant
“strongly agree” and a rating of 1 meant "strongly disagree” (excluding don't knows)

The City 15 a great place to live

The City 1s physically attractive

20% 40% 60% 80% 100%

W Strongly Agree (10-9) E=(8-7) O3(6-5) E3(4-3) m@(2-1) Strongly Disagree




Q5. How likely would you be to recommend the
community as a place to live?

by percentage of respondents who rated how likely they would be to recommend their community as a place
to live on a 10-point scale, where a rating of 10 meant “very likely" and a rating of 1 meant "not likely at all”

Very Likely (10-9)
40%

Not at All Likely (2-1)

Most Residents Would Recommend Las Vegas to Others as a Place to Live



Major Finding #2
The City is Moving in the Right
Direction




Satisfaction With Major Categories of City Services |
Trends: 2010 to 2014

Mean ratings on a 10-point scale (excluding don't Knows)
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Major Finding #3
Overall Satistaction With City
Services is High in

Most Areas of the City




Q3a Satisfaction with the Overall Quality of City Services Provided

All areas are in BLUE, which indicates that
residents are satisfied with the overall quality of
city services

N
LEGEND e
Mean rating W ¢
on a 5-point scale, where: 5

B 1.0-1.8 Very Dissatisfied
| 1.8-2.6 Dissatisfied

2.6-3.4 Neutral
| 3.4-4.2 Satisfied

B 4.2-5.0 Very satisfied
| Other (no responses)
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FIRE Services Rated High Throughout the City

LEGEND )
LEOUEND W _*’E

Mean rating
on a 5-point scale, where: 5

B 1.0-1.8 Very Dissatisfied

|:| 1.8-2.6 Dissatisfied
E 2.6-3.4 Neutral
| 3.4-4.2 satisfied

B 2.2-5.0 very satisfied
D Other (no responses)
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2014 Las Vegas Community Survey

Shading reflects the mean rating for all respondents by Council Ward
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PARK MAINTENANCE Ratings Were High Throughout the CM

N
LEGEND 3
Mean rating " ¥
on a 5-point scale, where: §

- 1.0-1.8 Very Dissatisfied

I:\ 3.4-4.2 Satisfied

- 4.2-5.0 Very Satisfied
|:\ Other (no responses)
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Shading reflects the mean rating for all respondents by Council Ward
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STREET MAINTENANCE Ratings Varied in Some Areas of theM

— /

N
LEGEND |
Mean rating " .
on a 5-point scale, where: §

- 1.0-1.8 Very Dissatisfied

I:\ 3.4-4.2 Satisfied

- 4.2-5.0 Very Satisfied
|:\ Other (no responses)

©2013 CALIPER: ©2013 HERE I @

2014 Las Vegas Community Survey

Shading reflects the mean rating for all respondents by Council Ward
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CODE ENFORCEMENT Results VVaried in Some Areas /

— /
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LEGEND |
Mean rating " .
on a 5-point scale, where: §

- 1.0-1.8 Very Dissatisfied

I:\ 3.4-4.2 Satisfied

- 4.2-5.0 Very Satisfied
|:\ Other (no responses)
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Shading reflects the mean rating for all respondents by Council Ward
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Concerns About Economic Development/Jobs Affected All Parts of W
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LEGEND 3
Mean rating " ¥
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Shading reflects the mean rating for all respondents by Council Ward
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Major Finding #3
Overall Satistaction with City
Services is Significantly Higher
in Las Vegas than Other Large
U.S. Cities, but the City is
trailing other Cities in some

areas that are not directly
related to City Services.




Overall Satisfaction with Major Categories of City Services
City of Las Vegas vs. Large U.S. Average

. Cwerall quality of fire senices

Owerall guality of emergency medical services

Parks/recreation programs/community centers

. Owerall quality of city sewer utilities

Cwerall maintenance of city parks

. Owerall quality of city customer semvice

Cwerall quality of Metropaolitan police senvices

. Owerall maintenance of city streets
Cwerall enforcement of city codes/ordinances

.Duerall effectiveness of city communication

0

Source: 2014 ETC Instifute
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by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5was "very satisfied” and 1 was "very dissatisfied" (excluding don't knows)

92%
67%

78%

75%

68%

|

41% ;

7%
66%
71%

67%

63%

4%
63%

§7%
3 1

|

%a

56%
44%
50% |

l

58%

|

85%

20% 40% 60%

a0%

100%

mlas Vegas Large U.S. Cities (Pop.=250,000)

Las Vegas Is Setting the Standard for Service Delivery in Most Areas




Satisfaction with Issues that Influence
Perceptions of the City
City of Las Veqgas vs. Large U.S. Average

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5was "very satisfied” and 1 was "very dissatisfied” (excluding don't knows)

tﬂ!uali’[‘_-,r of senvices provided by City of Las Vegas

Cwerall image of the City

‘Duerall quality of life in the City

Direction the City is heading

‘Ci’[‘_f efforts to be inclusive/promote diversity

Cwerall value you receive for tax dollars/fees

‘ Owerall quality of public schools in Las Vegas
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ML as Vegas ClLarge U.5. Cities (Pop.=250,000)

Source: 2014 ETC Institute
Satisfaction With City Services Is 23% Above the US Average, but the City trails in other areas




Overall Ratings of the City
City of Las Vegas vs. Large U.S. Average

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "excellent” and 1 was "poor” {excluding don't knows)

t;’-‘ks a place to retire

‘As a place to work

36%

As a place to raise children

20% 40% 60% 80%

Ml as Vegas CllLarge U.5. Cities (Pop.>250,000)

Source: 2014 ETC Institute
City Rates Well As a Place to Retire, but Not as a Place to Raise Children




How Safe Residents Feel in Their Community
City of Las Vegas vs. Large U.S. Average

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5 was "very safe” and 1 was "very unsafe” (excluding don't knows)

In your neighborhood during the day

tln Downtown Las Vegas during the day

tn wour neighborhood at night

Cwerall as a safe place to live

‘ In City parks

tln Downtown Las Vegas at night

Source: 2014 ETC Institute

Residents of Las Vegas Generally Feel Safer then Residents of Other Large U.S. Cities

70%!
57% '

64%
52%;

66% |
70%

41%
48%

34%
7%

20% 40% 60% a0%

Ml as Vegas Clarge U.S. Cities (Pop.>250,000)




Overall Satisfaction with Customer Service
City of Las Vegas vs. Large U.S. Average

by percentage of respondents who rated the item 4 or 5 on a 5-point scale
where 5was "always” and 1 was "never” [excluding dont knows)

7%

1The‘_-,r were courteous and polite o
7

67% |
68%

They gave prompt/accurate/complete answers

67%

They were knowledgeableftechnically competent .
69%

64%

t Did what they said in a timely manner ;
3%

58%

Helped resolve issue to your satisfaction

0% 20% 40% 60%

MLas Vegas CIlarge U 5. Cities (Pop.=250,000)

Source: 2014 ETC Institute

How Las Vegas Compares to Other Large Cities in Customer Service




Major Finding #4
To enhance overall satisfaction
with City government, the City

should emphasize economic
development, police services

and street maintenance over
the next 1-2 years




Importance-Satisfaction Rating
2014 Las Vegas Community Survey
MAJOR CATEGORIES OF CITY SERVICES
Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction |-5 Rating
Category of Service % Rank Yo Rank Rating Rank
Very High Priority (IS > .20)
Economic development (jobs) 91% 2 31% 14 0.3912 1t
High Priority (IS .10-.20)
Overall quality of Metropolitan police services 99% 1 64% 8 0.1989
Overall maintenance of city streets 39% 3 57% 10 0.1680
Medium Priority (1S <.10)
Overall effectiveness of city communication 19% 8 50% 13 0.0959 4
Overall enforcement of city codes/ordinances 21% 5 55% 11 0.0950 5
Downtown development 24% 4 67% 7 0.0801 6
Overall maintenance of city parks 21% 6 1% 6 0.0603 7
Overall quality of city customer service 15% 10 63% 9 0.0548 8
Parks/recreation programs/community centers 18% 9 73% ) 0.0445 9
Overall quality of building inspections by City 9% 12 53% 12 0.0408 10
Overall quality of emergency medical services 21% 7 85% 3 0.0305 11
Overall quality of city sewer utilities 8% 13 76% 4 0.0184 12
Overall quality of fire services 12% 11 92% 1 0.0102 13
Reliability of sewer service 7% 14 87% 2 0.0094 14

Overall Priorities:




2014 City of Las Vegas DirectionFinder
Importance-Satisfaction Assessment Matrix
-Major Categories of City Services-

ipoints on the graph show deviations from the mean importance and =atisfaction ratings given by respondent=sto the survey)

mean importance

Exceeded Expectations

lower importance’higher satisfaction

Quality of fire zervicess

Reliability of sewer sernvices

p

CQuality of emergency medical services
Quality of City seweer ufiliti ez .
Parks & recreation programs & communities

Maintenance of City parks

Continued Emphasis

higher importance’higher satisfaction

+ Doemitoem development
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Customer service from City Employees*

Enforcement of city codes and ordinancess

Building inspections

E ffectiveness of City Communication

Less Important

lower importancedower satisfaction

Quality of Metropolitan Police Services® «

‘ sMaintenance of city streets

E conomic development plan (jobs)s «
Opportunities for Improvement

higher importance/lower satisfaction

Source:

Lower Importance

ETC Institute (2014)

Importance Rating

Higher Impo rtan ce

mean satlsfaction




Importance-Satisfaction Rating
2014 Las Vegas Community Survey

MAINTENANCE SERVICES
Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction [-S Rating
Category of Service Yo Rank Yo Rank Rating Rank
Very High Priority (IS > .20)
Cleanliness of city streets/other public areas o7% 1 S7% 9 0.2432 1
High Priority (15 .10-.20)
Adequacy of city street lighting 44%, 2 63% 5 0.1638 2
Maintenance of curbs/gutters on city streets 38% 4 58% 8 0.1604 3
Maintenance of sidewalks in Las Vegas 33% 6 61% 7 0.1270 4
Maintenance of traffic signals and street signs 38% 3 70% 3 0.1138 5
Maintenance/preservation of downtown Las Vegas 29% 7 63% 6 0.1076 6
Medium Priority (1S <.10)
Maintenance of streets in YOUR neighborhood 39% 5 73% 2 0.0918 7
Quality of landscaping along City streets 27% 8 68% 4 0.0860 8
Maintenance of city buildings 18% 9 74% 1 0.0466 9

City Maintenance Priorities:




Importance-Satisfaction Rating
2014 Las Vegas Community Survey

PUBLIC SAFETY SERVICES

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction |-5 Rating
Category of Service Yo Rank %o Rank Rating Rank
Very High Priority (I3 >.20)
The City's efforts to prevent crime 92% 1 46% 10 0.2796 1
The visibility of police in neighborhoods 49% 2 44% 12 0.2743 1
High Priority (1S .10-.20)
Enforcement of local traffic laws 31% 3 44% 11 0.1738 3
Overall quality of local police protection 30% 4 94% 4 0.1394 4
How quickly police respond to emergencies 26% ) 48% 8 0.1373 5
The visibility of police in commercial areas 26% 6 47% 9 0.1360 6
Law enforcement in City parks/facilities 21% 7 42% 13 0.1222 7
Medium Priority (1S <.10)
Quality of animal control 16% 9 91% ) 0.0781 8
Municipal courts 13% 11 49% 7 0.0671 9
Emergency medical services 17% 8 72% 3 0.0470 10
City Jail (Misdemeanor Detention Center) 7% 13 41% 14 0.0409 11
Fire/medical personnel response to emergencies 19% 10 82% 1 0.0280 12
Fire prevention inspections 9% 14 50% 6 0.0235 13
Firefighting services 8% 12 79% 2 0.0164 14

Public Safety Priorities:
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Importance-Satisfaction Rating
2014 Las Vegas Community Survey

COMMUNITY DEVELOPMENT AND BEAUTIFICATION SERVICES

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction I-5 Rating
Category of Service % Rank % Rank Rating Rank
Very High Priority (1S > .20)
Enforcing clean-up/removal of junk & debris 91% 1 41% 11 0.3027 1
Graffiti removal 48% 2 48% 3 0.2516 2
Downtown parking access and information 34% 5 37% 12 0.2151 3
Neighborhood clean-ups sponsored by the City 36% 4 43% 10 0.2041 4
High Priority (1S .10-.20)
Exterior maintenance of residential property 36% 3 45% 9 0.1996 5
Exterior maintenance of business property 25% 6 47% 4 0.1307 6
Medium Priority (15 <.10)
Enforcing sign regulations 17% 7 46% 7 0.0922 7
Enforcing parking regulations 16% 8 49% 2 0.0791 8
Zoning services 8% 9 47% 6 0.0405 9
Building inspections 7% 10 46% 8 0.0386 10
Business licensing 6% 11 53% 1 0.0298 11
Building permits 9% 12 47% 5 0.0265 12

Development and Beautification Priorities:



Importance-Satisfaction Rating
2014 Las Vegas Community Survey

PARKS, RECREATION, CULTURAL, AND COMMUNITY SERVICES

Most Most Importance-

Important Important Satisfaction Satisfaction Satisfaction I-S Rating
Category of Service Yo Rank Y Rank Rating Rank
Very High Priority (1S >.20)
Homeless services 40% 1 23% 17 0.3099
High Priority (1S .10-.20)
Senior citizens programs and centers 31% 2 24% 4 0.1426
City's youth programs 25% 3 45% 11 0.1375
Before- and After-School programs 22% 5 48% 9 0.1147
Medium Priority (13 <.10)
Walking and biking trails in the City 24%, 4 59% 3 0.0974 5
Youth Camps 14% 9 36% 16 0.0919 6
Arts, culture and special events programs 18% 7 53% 6 0.0848 7
City community centers and programs 16% 8 93% 7 0.0760 8
Fees charged for recreation programs 9% 11 45% 13 0.0494 9
Number of city parks 19% 6 74% 1 0.0485 10
Maintenance of sports fields 13% 10 66% 2 0.0450 11
City swimming pools 7% 12 53% 5 0.0328 12
Fees charged for cultural programs 5% 15 36% 15 0.0325 13
Ease of registering for programs 6% 13 49% 8 0.0304 14
Water safety classes 9% 14 46% 10 0.0280 15
Facility and Park Rentals 4% 16 45% 12 0.0222 16
Aquatic Programs 4% 17 39% 14 0.0220 17

Parks, Recreation, Cultural and Community Service Priorities:



“Very High” Priorities

In Descending Order by I-S Rating

Economic Development

Homeless Services

Clean-up of Junk and Debris

Efforts to Prevent Crime

Visibility of Police in Neighborhoods
Graftiti Removal

Cleanliness of Streets and Public Areas
Downtown Parking Access & Information

Neighborhood Cleanups
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Summary
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Summary and Conclusions

Residents have a very positive perception of City Services
The City is moving in the I'l%ht direction

Satisfaction with city services improved or stayed the same in all major areas that were
assessed

Overall satisfaction with City services is high in most areas of
the City

Compared to other large cities, Las Vegas is setting the
standard for service delivery in most areas

To enhance overall satisfaction with City government, the City
should emphasize the following major issues over the next 1-2
years:

Economic Development
Police services
Maintenance/Beautification of City Streets

Other “very high” priorities based on the I-S Analysis:
Maintenance: Cleanliness of Streets and Public Areas
Public Safety: Efforts to Prevent Crime and Visibility of Police in Neighborhoods

Community Development & Beautification: Clean- u]l)) of Junk and Debris, Graffiti Removal,
Downtown Parking Access & Information, and Neighborhood Cleanups

Parks, Recreation, Cultural, and Community Services: Homeless Services
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Questions?




